Welcome to our 
Customer Charter 


All of us at An Post are committed to offering you high quality services that 
meet your needs. This Customer Charter makes five specific pledges and 
everyone at An Post will work to uphold them: 


1 We pledge to provide all customers 
with quality services at all times. 


2 We pledge to provide services to all 
customers in an equal manner and 


to accommodate their diverse needs. 


3 We pledge to listen to our customers 
and to develop our services in 
response. 


4 We pledge to take a proactive 
approach in providing information 
that is clear, timely and accurate. 


5 We pledge to provide you with clear 
policies and procedures to resolve 
your complaint promptly. 


If the service you receive is not 
consistent with these pledges or is 
otherwise unsatisfactory, this Charter 
sets out how you can tell us. We will use 
this feedback to improve our services. 


Of course, we would also like to hear 
from you if we have exceeded your 
expectations. 


Thank you for your valued custom 
and we look forward to continuing 
to be of service to you in the future. 


Yours sincerely, 
AN w\ 


David McRedmond 
Chief Executive 


Quality of service 


We pledge to provide all customers with quality 


services at all times. 


Our commitment to quality customer 
service applies to every single thing 
we do, whether it is the way in which 
we deliver every one of 2.5 million mail 
items every day or the way we handle 
over 100 million individual Post Office 
transactions every year. 


We will strive to deliver services that 
are easily accessible, high quality 
and meet your needs. 


We will provide posting and retail 
facilities that are easily accessible to 
the community. We will collect and 
despatch mail from all posting facilities 
and provide letter deliveries to each 
local address every working day. 


Our postal services will be 
competitively priced, secure, reliable 
and will include a range of choices 
for domestic, UK, European and 
international destinations. 


We will report on our achievements 

in our Annual Report against specific 
performance objectives. These include 
a target of 94 per cent next day 
delivery of domestic mail. 


We will deliver quality services with 
courtesy, sensitivity and the minimum 
delay, fostering a climate of mutual 
respect between An Post and its 
customers. Contact names will be 
given in all communications to ensure 
ease of ongoing transactions. 


We would like to ensure that your 
contact with us throughout An Post 
is efficient, courteous and helpful. 


Access and equality 


We pledge to provide services to all customers, in an 
equal manner and to accommodate their diverse needs. 


An Post is committed to creating and We will respect our customers’ privacy 

maintaining a positive and accessible and will abide by our Privacy Statement 

environment for all its customers. and Data Protection Policy. We will 

We commit to providing clean and not disclose any information about 

accessible public offices that comply a customer without consent, except 

with safety standards. as permitted by Law. All marketing 
communications will 

In our dealings with you, we will be clear, fair and accurate. 


ensure that there is no discrimination 
on grounds of gender, marital status, 
family status, sexual orientation, 
religious belief, age, disability, race or 
membership of the traveller community. 
In respect of the equality legislation, 

we will therefore endeavour to 
accommodate the diverse needs that 
may arise from these equality grounds. 


We will publish, where appropriate, key 
documents in Irish and reply in Irish to 
correspondence received in Irish. We 
will make every effort to accommodate 
customers who telephone or visit our 
offices and who wish to conduct their 
business in Irish without detriment 

to the speed and quality of service. 
Material in Irish will also be included 

on our website anpost.com. 


Listening to you 


We pledge to listen to our customers qnd to develop 
our services in response. 


We welcome qnd encouroge feedbock We will monitor customer sotisfoction 


on the services we provide. We will with our services qnd seek improvements 
make it easy for you to do so by in qll qreos to best meet your needs. 
disploying our customer service 

contact details in all communications We will seek to coordinate services with 
throughout our retail branches and state agencies and other companies 


on roadside posting boxes. where this improves service quality. 


Keeping you informed 


We pledge to take a proactive approach in providing 
information that is clear, timely and accurate. 


We will provide information on our We will ensure that the potential 

policies, schemes and services that offered by information technology 

is clear, timely and accurate. is availed of fully. Our main website 
anpost.com will be up-to-date, 

We will ensure that key information relevant, user friendly and accessible to 

is available as comprehensively as all our customers, including those with 

practical and we will endeavour to visual disabilities. 

make it available in different formats 

which, according with the equality We will ensure that, in the event of any 

legislation, meet the requirements disruption to service, customers are 

of customers with special needs. kept fully and regularly updated. 


We will use clear, simple language in 
the design of our application forms 
and information leaflets. 


We will produce comprehensive 
explanatory material/guidelines on our 
services, as appropriate, and we will 
continue the drive for simplification of 
rules, regulations, forms, information 
leaflets and procedures. 


Feedback and 


complaints 


We pledge to provide you with clear policies and 
procedures to resolve your complaint promptly. 


An Post will maintain a well publicised, 
accessible, transparent and simple- 
to-use complaints and feedback 
procedure. If you have a complaint or 
any other concern, please let us know: 


By Phone 

Call Customer Services on 
01705 7600 Monday to Friday 
between 9.00am and 5.30pm. 


By Post 
Send a letter and/or relevant enquiry 
form, free of charge: 


An Post 

Customer Services 
GPO 

Freepost 

Dublin 1, DO] F5P2 


Online 

By completing an online enquiry form 
at anpost.com/contactus making sure 
to include your full contact details. 


We will acknowledge all 
correspondence within three working 
days of receiving your communication. 
Our booklet “Getting it Sorted” sets out 
our complaints policies and procedures 
in detail and is available by calling O1 
705 7600 or online at 
anpost.com/complaintprocedures 


Where a complaint about postal 
products or services is not resolved 

to your satisfaction, the An Post 
Customer Advocate, The Commission 
for Communications Regulation 
(ComReg) and the Small Claims Court 
are available to help you. 


For more information about these 
options please visit our website 
anpost.com/complaintresolution 
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